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Abstract

This study was conducted to investigate the effects of 6 Sigma on menu management, work commitment and quality in
the culinary division of hotels and family restaurants. In addition, this study sought to identify the effects of menu
management, work commitment and quality performance on customer satisfaction. Furthermore the relationship between
menu management and culinary quality was evaluated here. The subjects evaluated in this study were employees of
culinary division of hotels and family restaurants that implemented or were about to adopt the 6 Sigma program. A total of
385 questionnaires were analyzed using factor analysis, a reliability test, and covariance structural analysis. The results
revealed that the 6 Sigma program influenced menu management, work commitment and culinary quality. Moreover, menu
management, work commitment and culinary quality performance were found to impact customer satisfaction and culinary
quality performance. Based on these findings, culinary divisions of hotels and family restaurants should incorporate the 6
Sigma program as soon as possible. To implement this program, faultless data for the 6 Sigma program should be collected
using sufficient preparation procedures. After the data were collected, a task force team should be developed, experts should
be cultivated and employees should be trained as necessary. Finally, the current level of product and services should be
measured and reported to all employees in the culinary division and a challenge spirit should be brought with understanding
for the reason for implementation of the 6 Sigma program. In implementing the 6 Sigma program, the leadership of the top
manager and the head of the culinary division is very important.
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<Table 1> The measurement and operationalization of variables

Variables Operationalization Measurement type Reference
Customer The degree of respondents’ perception of how much 6 Sigma
Qs orientation  process is oriented to customer in culinary division
Six Sigma : - - - . Koo KW (2000),
program of Continuous  The degree of respondents’ perception of how much 6 Sigma Likert-type 5 Fuentes-Fuentes
culinary improvement process is oriented to continuous improvement in culinary division ~ -point scale L;t al (261 04)
division The degree of respondents’ perception of how much 6 Sigma
Teamwork > ) X A
process is oriented to teamwork in culinary division
Culinary quality The degree of respondents’ perception of how much 6 Sigma Likert-type 5 Yoo Y] (2000)
performance process makes culinary quality performance in culinary division -point scale

The degree of respondents’ perception of a series of activities that

Menu management

management.

controllable factors (price level et al.) are related to uncontrollable
factors (social environment et al.) in the food and beverage

Mahmood (1985),
Choi SA (2003)

Likert-type 5

-point scale

Work commitment

The degree of respondents’ perception of how much 6 Sigma
& _pereeption of how | > 018
process makes them commit to their job in culinary division

Likert-type 5

“point scale Porter et al. (1974)

Customer satisfaction

The degree of respondents’ belief of how much culinary product
fulfills customer’s expecting various needs

Yoo & Lee (2008),
Lee et al. (2008)

Likert-type 5

-point scale

Demographics Gender, age, academic career et al.

Nominal scale

(internal consistency reliability)& HARZ] $5ke] Al
S 2AS ANagon AE R4S Dgute o)
(cronbach’s o) ZF& ARRSTH A, AARELS] Trelat
204 FApE] Slstel 1R SIAE AXslsich WA, 7}
o] 452 giotel AT FIP) 98 AREAS
st

Iv. Azt g9 12

1. ZAHARI) Ugts E4
B o] zAake] Ak E4E (Table 29 2
oh. AR A T AA mE 3859 F WAL A
A9} 65.5%, AX7E 34. 5% EA} oAHE Y gttt ¢
FERE 20-20417k 52.3%2 7P wskom, 3039417}
35.5%, 40—49A)7} 9.0%, 50—59A)7} 3.1%°] 402 e}
Wk S SE0] 12%, iE0] 15.1%, HEHEO|
55.4%, HE0] 23.6%, HShe ool 4.7%% YERATE &
& 71de] = TRl 7ol 6.8%, WA Welvldol
49.8%, /378 HQ17Ih0] 43.4%% epilt, A% 7]9e] o
= Sdlo] 73.8%, WHEHAEGO] 26, 2% WERIT

2. 201=MT} MNE|zgA

Y] QR A E A2 (Table 3)ofA] U
Epet vie} Zro] 2749] shEaglo] Uelton FEHlst &
o7} 2z 8849} 8712 UER} I=u} ehulrl 6 o|akel
FoA Q1 1, 2= AHEUTH AT O] FA4=Fo|
A dubdog FFutel gutgho] (6 o]idolH SH =Y
AlE|ofl= 1 EAV} §l= A= A St (Van de Ben
& Ferry 1980). $HH, Q184 A} ofo|Zl o] 101421
6.944, 1,207 2719 EgQlo=m FEE o WHEIGE

7 Qdo] =T, EIF QA Aol HFE  493(YHHE]
¢l 7|2 fR1AA o] (3 o, ¥l .8 oY, Hair,
Anderson, Tatham, & Grablowsky 1979)EC} =0} A&
23lo] vliA w7 AR} Qo] 2HFRE] Uge
LE Q= AR ugd 4 Qo

oz zelEAATe QARHT ANIERHL
(Table 3)ollA] LRt v} Zro] 2719 a1t agle] AFu}
5} dulr} b2k 92594 30702 uERiTh waba FE8p
& Guprt 6 o] AQl ol Al SIS A E Yo 2

<Table 2> General characteristics

Variable Frequency Penzg/zl)t age
Male 252 65.5
Gender Female 133 34.5
Total 385 100
20-29 201 52.3
30-39 137 35.5
Age 40-49 34 9.0
50-59 13 3.1
Total 385 100
Middle school graduate 5 1.2
High school graduate 58 15.1
Education  Technical college graduate 213 55.4
level University graduate 91 23.6
Graduate school 18 4.7
Total 385 100
Individual enterprise 26 6.8
Type of Unlisted corporation 192 49.8
enterprise ~ Listed corporation 167 434
Total 385 100
Business Hotel 284 73.8
condition  Family Restaurant 101 26.2
of enterprise Total 385 100
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<Table 3> Validity and reliability analysis of variables

Cumulative

Variable Factor Competency variable lFagFor Eﬁen variance Cronlbach
oadings  value lained
explaine
More suitable menu change will be implemented, based on 790
customer’s opinion ‘
Menu will be developed for customer’s selecting ones more widely ~ .765
Customer’s preferred menu will be identified better 713
Factor 1  More varying menu for each season increases customer satisfaction 703 6.944 49.601 .884
Special menu will be developed periodically better .688
Newly developed menu will be explained to customer more pertinendy .602
Menu Better training will be implemented about newly developed menu  .549
management Cooking process of menu will be more deeply understood 493
Employees will identify menu cost structure better .842
Cost will be cut 781
Customer tastes will be identified better .730
Factor 2 Menu will be developed better in proportion to price change .688 1.207 8.620 871
Training menu cost will be implemented better .641
Better interesting menu will be developed .548
Food quantity will be more appropriate .825
Vision factor of food will be enhanced .818
Food price will be more reasonable 789
Food temperature will be more appropriate 785
ffer time of f« ill be shorten .
Culinary Facror 1 ICSZ)OZ stmeTl ?Nili)gj I\:;cerbe shorened ;Zi 6502 54.184 925
quality Cooking methods of food will be enhanced 746
petformance Food texture will be enhanced .689
Food quality will be enhanced 593
Food materials will be more excellent .561
Food taste will be enhanced .839
Factor 2 Food freshness will be more enhanced .621 1204 10.037 307
I will work here even if whatever job I deal. .668
My value will be same as mgt. policy of my department. 731
I will introduce my dept. to others proudly. .810
My boss will evaluate my job processing methods highly. .760
W(.)rk Wf)rk I will be satisfied with working in my department. 753 5.479  60.875 917
commitment committment | . o >
I will have same destination with my department. 817
My dept. will be the best of all cuisine ones of competing companies. 773
I will feel that problems of my department are mine. .848
I will feel the strong belonging emotion to my dept. .843

FHlsE YUt 6wkl sHRa Qo= HEtE Sl aQl
ofolZll gko] 1 o<l 6.5029] Eyacler J-Euof
HEPEErE okl & = Qleh, 8901 B o] a9l
AAfFo] 3 o]l 561 Hi} £&Q9Q10] HF 7| A E
o] qlol SFEES] UFET =T} Ao Hhgt 4
Ut (Hair 5 1979).

AT

shH, o2 HeES 9984 Ayt 9¢lo] sz &
A=Y £ (Table 3)of YR} Qlt}. (Table 3)

oA LheRct e} o] Ak felo] SRR Lpehto
o) Zguis duirh 9122 et A86E ko] 6 of
A} E 7128 FEA7I ek, £0lRA At ofoldl
o] 5.588% 1 o|4<l Egaclow FREo] whuehgEs
otk & 4 k. Ed M| BE 705 o|4fow
R 3 olAkel AR 2t Adacle] ¥4 ARjElo] 3L

o] ZATEEY JAFEI=ET Y=
= 1979).

PFEULS (Table 3)ollA Yepd uiel Zro] aQlo] st
UE yepgron FF8ket duirt 9172 Ueht AEHkst
Azl 6 oAl TAR FFAA Fo8t AR e
T}, Q2184 ZAx} ofol7ll Fro] 10144} 54798 YR =
Hagleg Jiuo] el e} Qivkar & 4= ik, E
gk aRlAARFo] B 668 o[ FoR YEeh 3 o]l 4=
oA ZF & dlo] Blud E=A AAEle] Qlo] SAE
59 JSHIEE U= ASRE #AHd 5= QtH(Hairs
1979).

NGRS (Table 3)ol|4 Uepd vie} Zo] Qglo] 3}
Uz yepgon AEHlst dubrh 8918 et 6 o)Al
HAR Fogt A& yehgth 8084 Ayt ofolzl gk

Ao 7 wehst

ot
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<Table 3> Continued
. Cumulative
Variable Factor Competency variable lFagFor Eﬁen variance Cloilszrdy
oadings  value lained o
explaine
Management should seek critical to quality of cuisine division of 773 912
that customers consider by statistical methods. ‘ ‘
Management should seek critical to quality of cuisine division of 750
that employees consider by statistical methods. :
Management should choose critical projects and establish task force
team, which best quality level can be reached, based on internal and ~ .705
external critical to quality.
Management should continuously proceed task force team activities
of cuisine division that critical project can be implemented 731
6 Sigma 6 Sigma  successfully. 5.588  55.882
Management should identify and define cuisine quality defects 747
factors. .
Management should exactly measure cuisine quality defects factors.  .708
Management should exactly analyze cuisine quality defects factors. ~ .786
Management shoul.d prO\{ic.ie methf)ds of removing cuisine quality 772 891
defects and improving cuisine quality.
Management should control throughly to keep enhanced level of 780
cuisine quality. :
Management should keep going new projects for customer satisfaction. 719
Customer will be satisfied with food taste. 775
Customer will be satisfied with food taste. 730
Food and contents of menu will be coincided. 774
Customer Customer Customer will be satisfied with food taste. 755 4559 56.982
satisfaction  satisfaction Customer will be satisfied with food taste. 738 ) )
Customer will be satisfied with food taste. 746
Customer will be satisfied with food taste. 736
Customer will be satisfied with food taste. 783
o] 1 o]A}Ql 4,5598 =P Qolor JLRE o] HHEIG =7} 2) 71 A=
SIHEL B % oUck. E3 RUAGYFOl WE 730 oo RHAI}, (Table 5y A Hl9f o] A7 wele] 4
el (3 oAl AR ZF A& aRlo] H| WA A AR 3= =530,124, d.f=488, p=.0, GFI= 906, AGFI=

sol glo] 2HYEEL] AFUYEEI Ik A0 Bt
3 4= lch(Hair 5 1979),

1) 1A
gRlal FAATE F3dstd (Table 4)9F A}, o] 3
oA mE W2Eo] GFI, AGFI, NFI, CFIQ] Zko] .900]

.887, RMR=,047, NFI=,978, CFI= 985% U¥e}ylt} u}
2kA GFI Fro] .900]A o]l CFT Zho] A3 && kel
L9852 UERY HFmoA A7} gl Aoz AlREH)
E3H, RO TP REF SAAH R o5t Ao ® ey
omnj, thEa; g,

A, 6A| 10} ZRA| AT ZAAHGTEL

o= O

w2,

EY W EAFUIAD 22 Y02l IHE vl o

d3l, RMRgIo] 05 Bt 22 #Alz FA7F gl Aoz O = YeRth, &, & A7 FESE 6Almb-m )
Azt Tl 6XIT0bL Abziael BRIl v AR 3
<Table 4> Confirmatory factor analysis of variables
Measurement No of initial No of item
. . after df pvalue GFI AGFI RMR NFI  CFI
variable item S
modification
6 Sigma 10 7 19.401 14 50 0 979 958 014 988  .997
Menu management 14 8 45.586 20 .001 958 924 017 977 987
Work commitment 9 7 37.671 14 .001 960 920 .020 978 985
Culinary quality performance 12 8 40.867 20 004 962 932 017 985 992
Customer satisfaction 8 6 27.224 9 .001 966 921 .017 979 .986
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<Table 5> Hypotheses testing

Direct effect Indirect effect Hypo.
Hypo. Path Path Path testing
coefficient e velloe coefficient Bralus result
HIl 6 Sigma — Menu management .630 9.624 Accept
H2 6 Sigma— Work commitment .635 8.865 Accept
H3 6 Sigma— Culinary quality performance 234 2.653 466 6.035 Accept
H4  Manu management — Culinary quality performance 740 6.643 Accept
H5  Menu Management — Customer satisfaction 247 3.271 Accept
H6  Work commitment — Customer satisfaction 120 2.828 Accept
H7  Culinary quality performance — customer satisfaction 505 7.970 Accept
6 Sigma — Customer satisfaction 585 9.407

R? (Menu management) 518

R? (Work commitment) .376

R? (Culinary quality performance) .563

R? (Customer satisfaction) 763

¥*=530.124, d.f.=488, p=.0, GF1=0.906, AGFI=0.887, RMR=.047, NFI=0.978, CFI=0.985
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